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Tujuan penelitian ini adalah untuk mengetahui pengaruh perceived ease of 
use terhadap trust, pengaruh service quality terhadap trust, pengaruh trust 
terhadap customer satisfaction, pengaruh perceived ease of use terhadap customer 
satisfaction, pengaruh service quality terhadap customer satisfaction, pengaruh 
perceived ease of use terhadap customer satisfaction dengan trust sebagai 
intervening, pengaruh service quality terhadap customer satisfaction dengan trust 
sebagai intervening (Studi kasus pengguna Grab di wilayah Jakarta). 
Metode pengumpulan data menggunakan metode survei dengan instrumen 
berupa kuesioner. Objek penelitian ini adalah 200 responden yang menggunakan 
aplikasi Grab di wilayah Jakarta. Analisis data menggunakan SPSS versi 22 dan 
SEM (Structural Equation Model) dari software LISREL versi 8.80 untuk 
mengolah dan menganalisa data hasil penelitian. Hasil pengujian hipotesis 
menunjukkan: 1) perceived ease of use berpengaruh signifikan terhadap trust, 2) 
service quality berpengaruh signifikan terhadap trust, 3) trust berpengaruh 
signifikan terhadap customer satisfaction, 4) perceived ease of use berpengaruh 
signifikan terhadap customer satisfaction, 5) service quality berpengaruh 
signifikan terhadap customer satisfaction 6) perceived ease of use berpengaruh 
signifikan terhadap customer satisfaction melalui trust sebagai intervening, 7) 
service quality berpengaruh signifikan terhadap customer satisfaction melalui 
trust sebagai intervening untuk pengguna Grab di Jakarta 
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The purpose of this study was to determine the effect of perceived ease of 
use on trust, the effect of service quality on trust, the influence of trust on 
customer satisfaction, the effect of perceived ease of use on customer satisfaction, 
the effect of service quality on customer satisfaction, the effect of perceived ease 
of use on customer satisfaction with trust as intervening, the effect of service 
quality on customer satisfaction with trust as intervening (Case study of Grab 
users in the Jakarta area). 
 
Methods of collecting data using survey methods with instruments in the 
form of questionnaires. The object of this research is 200 respondents who use the 
Grab application in the Jakarta area. Data analysis used SPSS version 22 and 
SEM (Structural Equation Model) from LISREL software version 8.80 to process 
and analyze research data. Hypothesis testing results show: 1) perceived ease of 
use significant effect on trust, 2) service quality has a significant effect on trust, 3) 
trust has a significant effect on customer satisfaction, 4) perceived ease of use has 
a significant effect on customer satisfaction, 5) service quality has a significant 
effect on customer satisfaction 6) perceived ease of use has a significant effect on 
customer satisfaction through trust as intervening, 7) service quality has a 
significant effect on customer satisfaction through trust as intervening grab user 
in Jakarta 
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